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ABSTRACT 
 A limited number of readings was found in the literature assessing hourly school 
foodservice employees and the culture of their work environment. The purpose of this study 
was to examine perceived organizational support (POS) of hourly school foodservice 
employees and how technology use may impact those perceptions. Specific objectives were 
to (a) assess POS of hourly school foodservice employees; (b) examine whether perception 
of technology usefulness affected POS; (c) identify whether POS affected intentions to leave 
the organization; (d) identify whether perceptions of technology usefulness affected 
intentions to leave the organization; and (e) assess differences in POS by demographic 
characteristics of participants. 
 A stratified random sampling process was used to collect data from hourly school 
foodservice employees in the Midwest. Five self-administered surveys were sent to 322 
school districts with a self-addressed, stamped return envelope. Descriptive statistics were 
calculated to ensure normality of data. Principal component analysis (PCA) was conducted to 
determine construct validity of scales and Cronbach’s alpha coefficients were calculated to 
determine reliability for each of the construct scales. A correlation analysis was conducted to 
determine relationships between constructs. Spearman’s correlation coefficient was used to 
identify correlations involving demographic characteristics of respondents. To assess 
differences in POS by demographic characteristics of respondents, analysis of variance 
(ANOVA) was performed. 
 Six hundred and twenty-five usable surveys were returned. The typical respondent 
worked more than half-time in a small school district, was in his/her 40s, and had earned at 
least a high school degree or equivalent. Items on the POS scale loaded on one component, 
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explaining 65.80% of the variance (17 items, α = .96). After elimination of two items on the 
use of technology scale, four factors remained: perceived usefulness (4 items, α= .96), 
perceived ease of use (6 items, α= .95), social use (3 items, α= .46), and behavioral intention 
(4 items, α= .92). The overall scale with 17 items and a Cronbah’s alpha of .94 explained 
78.63% of the variance. The grand mean rating on the intentions to leave the organization 
scale (4 items, α= .85) was 1.85 on a five-point scale with 5 = Strongly Agree and 1 = 
Strongly Disagree. Respondents reported neutral perceptions of POS (mean rating of 3.60) 
and usefulness of technology (mean rating of 3.55), but were not planning to leave the 
organization. 
 The correlation findings were significant between constructs and between some 
constructs and some demographic characteristics of respondents with caution noted as results 
were evaluated. Due to the low correlation coefficients, significance may have been based on 
the large sample size and may not be generalizeable. There was no significant difference in 
POS by demographic characteristics of respondents. 
 This study was exploratory in nature. The neutral findings of this study indicate that 
POS is not high among those surveyed. The neutral ratings described deserve further study to 
understand why hourly school foodservice employees are willing to stay on the job without 
stronger POS and perceived usefulness of technology ratings. As baby boomers retire and 
younger employees with different value systems enter the workforce, continued 
investigations into factors impacting retention of hourly school foodservice employees would 
provide useful information to school district administrators.  
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CHAPTER 1. INTRODUCTION 
Background 
 Employment markets in the United States (U.S.) have gone through remarkable 
transformations in the past two decades (Milman, 2003). As reported by the U.S. Department 
of Labor (2000), the expansion of a strong labor market between 1995 and 1998 generated 
rising wages and an increased demand for personal job satisfaction for most workers, 
especially low-wage, hourly employees. Although the prospects for employment were 
relatively high, the hospitality industry, like many other service industries, continued to have 
challenges in recruiting and retaining employees (Catlett & Hadden, 2000). 
 Constant transitioning of employees becomes costly due to increased training and loss 
of expertise and knowledge. An employee who stays on the job for multiple years is likely to 
provide knowledge, experience, and loyalty to an organization. Milman (2003) found hourly 
employee retention in hospitality positions at various attractions throughout Southern Florida 
was increased by perceived self-fulfillment on the job, job satisfaction, and positive working 
conditions. An investigation of factors impacting retention that is specific to school 
foodservice employees would provide useful information to school district administrators. 
 Due to tightening budgets, organizations have implemented new technology to 
increase productivity and reduce operating costs (Kim & Shanklin, 1999). The use of 
technology continues to grow in school foodservice operations and includes computer-based 
tools for tracking inventory; monitoring and recording temperatures of coolers, freezers, and 
prepared foods; operating control panels on preparation equipment; placing orders from 
vendors; nutrient analysis of recipes; preparing and filing all state and federal reports for 
reimbursement; reviewing and monitoring student meal price status; managing family lunch 
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accounts; and program budgeting activities. Previous research has suggested that reducing 
labor costs through increased use of technology may increase employees’ feelings of being 
undervalued by the organization (Judge & Betz, 1992; Lambert, 2001; McGuire, Houser, 
Jarrar, Moy, & Wall, 2003; Rodrigues, Green, & Ree, 2003). Employee perception of value 
to the organization has emerged in the literature as the concept of perceived organizational 
support. This is generally defined as the belief developed by employees concerning the extent 
to which the organization values their contributions and cares about their well being 
(Eisenberger, Huntington, Hutchison, & Sowa, 1986).  
 A majority of school foodservice employees are employed in positions within 
districts as nonprofessional staff and may feel underpaid for the work they perform. Kim and 
Shanklin (1999) found this to be true, reporting the lowest job satisfaction measure for school 
foodservice employees was in the area of pay. Their study was conducted as an investigation 
of the impact of a new cook–chill production system in a Midwestern school district. Results 
of their research provided valuable information for school administrators, school board 
members, and school foodservice program directors as they work to increase operational 
efficiency and control labor budgets by increasing retention.  
Purpose 
 The purpose of this study was to examine hourly school foodservice employees’ 
perceptions of organizational support and how technology use may impact those perceptions. 
As technology continues to be implemented to reduce escalating costs of labor and simplify 
cumbersome paperwork in federal programs, an investigation is needed to determine if 
affected employees experience a sense of displacement or lack of value.  
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Objectives 
Specific objectives were to (a) assess hourly school foodservice employees’ 
perceptions of organizational support; (b) examine whether perception of technology 
usefulness affected perceived organizational support; (c) identify whether perceptions of 
organizational support affected intentions to leave; (d) identify whether perceptions of 
technology usefulness affected intentions to leave; and (e) investigate whether differences 
existed for perceptions of organizational support by age, years of service, size of district, and 
level of education.  
Assumptions 
 This research was conducted under the following assumptions: 
1. School foodservice employees were able to identify their perceptions of 
organizational support using an established rating scale. 
2. School foodservice employees responded to survey questions truthfully. 
3. School foodservice employees were able to identify how technology is being used 
in their jobs. 
4. Only hourly, non-supervisory employees filled out the survey. 
Definitions of Terms 
Terms used in the dissertation are defined below. 
Employee intention to leave the organization: A psychological response to specific 
organizational conditions which fall along a continuum of organizational withdrawal 
behaviors ranging from daydreaming to the physical act of quitting (Kraut, 1975). 
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Perceived organizational support (POS): The global belief developed by employees 
concerning the extent to which the organization values their contributions and cares 
about their well being (Eisenberger et al., 1986). 
School foodservice employee: Hourly employees performing day-to-day activities such as 
preparing and serving meals to children within an educational setting following 
USDA National School Lunch and Breakfast Program guidelines. 
Years of service: Number of academic years employed by a school district in the school 
foodservice department. 
Use of technology: Broadly defined as the application of scientific knowledge to practical 
tasks (U.S. National Library of Medicine, 2004). 
Perceived usefulness of technology: The prospective user’s subjective probability that using 
a specific application system will increase his/her job performance within an 
organizational context (Davis, Bagozzi, & Warshaw, 1989). 
Computer self-efficacy (perceived ease of use of technology): An individual’s perceptions 
about his or her ability to competently use computer-based technology to accomplish 
a task (Compeau & Higgens, 1995). 
Subjective norm: Perceived social pressure to perform or not perform a specific behavior 
(Fishbein & Ajzen, 1975; Venkatesh, Morris, Sykes, & Ackerman, 2004). 
Dissertation Organization 
 Using the traditional format, this dissertation consists of an introduction to the 
research project, a review of literature, methodology used for data collection, analysis, 
results, a discussion of the findings, future research suggestions, references, and appendices.  
 
 
 5
CHAPTER 2. REVIEW OF LITERATURE 
 Perceived organizational support (POS) has emerged in the literature as a crucial 
component to many work outcomes. Recent studies conducted in a variety of work 
environments crossing many job classifications have provided evidence linking POS to 
organizational commitment, job satisfaction, job performance, and intent to leave the 
organization (Eisenberger, Fasolo, & Davis-LaMastro, 1990; Moorman, Blakely, & Niehoff, 
1998; Rhoades & Eisenberger, 2002; Settoon, Bennett, & Liden, 1996; Wayne, Shore, & 
Liden, 1997). The literature has also reviewed other constructs such as trust in the 
organization and supervisor–employee relationships as mediating influences to POS. Yet, 
research on use of technology, as a component of POS, was not found while conducting this 
literature review.  
 The use of technology has become an integral component of work, education, 
communication, and entertainment (Czaja et al., 2006). The use of technology has advanced 
and involves many aspects of life, including the workplace. The impacts of this technology 
advancement on employees’ POS may have significant consequences to organizations, 
especially in the hospitality service industry where unskilled and less educated workers are 
the norm for non-management positions.  
Perceived Organizational Support 
 Social identity theory suggests “people remain loyal when they feel that their 
organization values and appreciates them” (Tyler, 1999, p. 235). Based largely on this social 
identity theory, POS has been defined as the global belief developed by employees 
concerning the extent to which the organization values their contributions and cares about 
their well being (Eisenberger et al., 1986). Organizational support theory draws on social 
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exchange perspectives to explain employee–organization relationships and has been tested 
with administration, managerial, and hourly employees from a diverse pool of occupations 
(Eisenberger et al., 1986, 1990; Moorman et al., 1998; Rhoades & Eisenberger, 2002; 
Settoon et al., 1996; Wayne et al., 1997).  
 High levels of positive POS have been shown to be associated with a number of 
positive work outcomes, including feelings of obligation to reciprocate to the organization 
for the goodwill it expended with increased effort (Eisenberger et al., 1986, 1990; Rhoades & 
Eisenberger, 2002), affective commitment (Eisenberger et al., 1990; Rhoades, Eisenberger, & 
Armeli, 2001), reduced absenteeism, and reduced intent to leave the organization 
(Eisenberger et al., 1986, 1990; Guzzo, Noonan & Elron, 1994; Wayne, Shore, Bommer, & 
Tetrick, 2002).  
Reciprocity 
 The “norm of reciprocity” was identified by Gouldner (1960) as a pattern of mutually 
contingent exchanges of gratification between two parties with a belief in reciprocity under a 
moral norm. This view dovetails Blau’s (1964) social exchange theory, which explained the 
formation and maintenance of interpersonal relationships in terms of the reciprocation of 
valued resources between two individuals. He further explained the importance in 
differentiating social exchange from economic exchange by identifying social exchange as 
feelings of personal obligations, gratitude, and trust whereas purely economic exchange is an 
expected response based on a previously agreed contract (Blau, 1964). Social exchange tends 
to be a long term and deals with an employee’s emotional feelings, whereas economic 
exchange tends to be a short term and deals with monetary items.  
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 Considerable research investigating human resources issues have suggested that the 
work contract represents a reciprocal relationship whereby employees provide time, energy, 
and expertise in exchange for physical rewards such as pay and benefits and for social and 
emotional rewards such as appreciation and self-esteem (Angle & Perry, 1983; Levinson, 
1965; March & Simon, 1958). More recent research has concurred with these findings. For 
example, Rousseau (1990) surveyed 260 graduating master’s students with job offers in 
banking, food and beverage, and consumer product industries and found that as new 
employees, who perceived that the organization was acting with their best interests in mind, 
they felt obligated to repay the organization with commitment and high performance. 
 Positive relationships of POS with job attendance and performance were found in 
another study of employees in six service occupations (Eisenberger et al., 1990). A sample of 
522 brokerage clerks, police officers, high school teachers, hourly manufacturing employees, 
and resident assistants were surveyed at their worksites with return rates of 97–100% 
achieved. Across occupations, there was a high consistent positive relationship of POS with 
employee attendance. In each organization, employees with low POS averaged twice as 
many periods absent as employees with high POS (Eisenberger et al., 1990). 
 Fuller, Barnett, Hester, and Relyea, (2003) identified a reciprocal relationship at work 
as an “exchange commodity” after measuring organizational commitment and POS with 104 
employees throughout a chain of convenience stores in the southern U.S. Participants (28% 
male and 72% female) had at least a high school education. The gender ratio was appropriate 
based on the employee ratio of men and women in this convenience store chain. Results 
indicated that participants were more likely to feel committed to an organization when they 
felt that the organization was committed to them. A conclusion of reciprocity was also 
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reported in a study completed in the People’s Republic of China (Chen, Aryee, & Lee, 2004). 
Researchers surveyed 190 supervisor–subordinate dyads reporting an average of 15 total 
years of education and representing diverse occupational backgrounds. Results indicated that 
the favorable treatment employees received from the organization constituted an opportunity 
for the organization not only to initiate a social exchange relationship with its employees, but 
also to demonstrate its trustworthiness in the eyes of the employees.  
 Fear of exploitation has been shown to have a substantial effect on the exchange of 
resources in organization–employee relationships (Cotterell, Eisenberger, & Speicher, 1992; 
Eisenberger et al., 1986). Lynch, Eisenberger, and Armeli (1999) defined “reciprocation 
wariness” as the generalized cautiousness in reciprocating aid stemming from a fear of 
exploitation in interpersonal relationships. In their research, POS and reciprocation wariness 
interacted. When POS was low, reciprocation wariness had a strong positive relationship to 
weak job commitment and low job performance. Director of the Division of Industrial 
Mental Health in 1965, Dr. Levinson (1965) summarized reciprocity as  
when the process is operating well, the employee obtains psychological support and 
stimulation to psychological growth from the organization and develop a contributing 
responsible role in the company but when reciprocation between the two is 
inadequate, both man and organization suffer. (p. 390) 
Affective Commitment  
 According to Porter, Steers, Mowday, and Boulian (1974), commitment is a strong 
belief in and acceptance of the organization’s goals and values, a willingness to exert 
considerable effort on behalf of the organization, and a definite desire to maintain 
organizational membership. Meyer and Allen (1991) defined a multidimensional nature of 
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commitment. Their investigations presented evidence that commitment comprises three 
distinct components. Affective commitment describes the emotional attachment a person 
feels for the organization and is associated with higher productivity (Meyer, Paunonen, 
Gellatly, Goffin, & Jackson, 1989) and more positive work attitudes (Meyer & Allen, 1991). 
Normative commitment describes the feelings of obligation a person has to remain with an 
organization (Meyer & Allen, 1991) and is associated with similar findings to affective 
commitment (Meyer & Allen, 1997). Finally, continuance commitment develops as 
employees recognize that they have accumulated investments that would be lost if they left 
the organization (Meyer & Allen, 1991) but have very few positive relationships with 
performance indicators (Meyer & Allen, 1997). In an investigation of nurses, participants 
with strong continuance commitment were more likely to stay at their job because they felt 
they had few alternatives (Meyer, Allen, & Smith, 1993).  
 Because other beneficial effects accompany affectively committed employees’ 
positive feelings towards the organization, strengthening this construct with high levels of 
POS should support predicted feelings of affiliation and commitment. A number of research 
investigations have supported this prediction. In an investigation at a large steel plant with 
422 hourly employees and 109 managerial employees, researchers found that high POS was 
positively related to attitudinal and behavioral measures of affective commitment with 
stronger feelings of affiliation and commitment to the organization (Eisenberger et al., 1990). 
More recently a diverse sample of 367 employees from private business, educational 
institutions, public-sector jobs, and health care and private nonprofit institutions were asked 
to fill out questionnaires investigating POS contribution to affective commitment (Rhoades et 
al., 2001). Results indicated that POS was significantly related to affective commitment and 
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that POS mediates the relationship between favorable work experiences and affective 
commitment. This same report included a longitudinal study with employees from a large 
electronics and appliance sales organization in the northeastern U.S. The initial questionnaire 
was administered to 333 employees at nine locations after a 2-year interval and included 62% 
hourly employees and 38% salaried employees. The 3-year sample took place at eight 
locations and consisted of 226 employees (61% hourly and 27% salaried). Again, POS 
played an antecedent role in the commitment process and was positively related to affective 
commitment as well as negatively related to turnover. 
Leader–Member Exchange (LMX) 
 Exchanges between the employee and his or her supervisor are referred to as leader–
member exchange (LMX) (Graen & Scandura, 1987). Though much of the POS research 
described in this review focused on the relationship between employees and the organization, 
there is evidence that employees engaged in personal exchanges with both the organization 
as a whole and their immediate supervisor (Settoon et al., 1996). Stinglhamber and 
Vandenberghe (2004) described supervisors as “agents” of the organization and concluded 
that POS represents the perceptions of the extent of support received that globally emerges 
from the actions of organization’s agents. Two longitudinal studies of 578 and 486 Belgian 
university alumni, respectively, were surveyed to examine the effects of favorable job 
conditions on POS. Both POS from the organization and the supervisor were studied. In 
order to ensure that POS and perceived supervisor support (PSS) measured distinct 
constructs, a confirmatory factor analysis was used. Evidence did show that POS and PSS 
were empirically distinguishable. In both studies, PSS correlated moderately with POS (r = 
.62, p < .001 and r = .55, p = < .001) 
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 Additional research expands but does not always agree with LMX as a factor in POS 
theory. Research completed by Settoon et al. (1996) addressed whether exchange 
relationships among employees, the organization, and their immediate supervisors explained 
different employee behaviors. Respondents were 102 nonsupervisory employees at a regional 
hospital in a major U.S. metropolitan area. Of these, 85% were women. Twenty-six 
supervisors (81% women) completed separate questionnaires, one for each of their 
subordinates chosen for the study. Results concluded that POS was more strongly correlated 
with organizational commitment than LMX, and LMX exchange was more highly related to 
citizenship than was POS. 
 Additionally, Wayne et al. (1997) explored the distinctiveness of POS and LMX by 
examining links between the two forms of social exchange and employee outcomes. A 
random sample of 1,413 salaried employees from one large corporation at various locations 
throughout the U.S. was surveyed. Complete data from 252 leader–member dyads were 
analyzed. Conversely to results described above, positive, reciprocal relationships between 
LMX and POS were reported. Hochwarter, Kacmar, Perrewe, and Johnson (2003) also 
hypothesized that LMX influences POS based on politics perceived at the highest levels in 
the organization and politics perceived at one level above one’s current position. A total of 
311 surveys were collected from individuals working full time with the sample including 148 
males and 163 females averaging roughly 19 years of full-time work experience. POS was 
conceptualized as an explanatory factor capable of mediating the relationship between 
politics perceptions and job satisfaction, performance, affective commitment, and job-
induced tension. Results supported the mediating capacity of POS. Politics perceived at the 
highest levels in the organization and politics perceived at one level above one’s current level 
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predicted POS, whereas politics emanating from one’s current level failed to predict POS. 
Given that supervisors are often seen as organizational agents, this research supports that 
LMX could impact POS to a greater extent than co-workers. The impact of LMX on POS has 
some conflicting viewpoints in the literature. However, findings did hold true in all cases, 
meeting the needs of employees is beneficial to the organization. 
Employee Needs 
 Assessing and meeting employee needs has become increasingly important to 
management as baby boomers (those born from 1946–1964) begin to retire, Generation X 
(those born from 1965–1979) climb the corporate ladder, and Generation Y (those born from 
1980–2002) enter the workforce (Rodrigues et al., 2003). Research by both Loomis (2000) 
and Tulgan (2000) found baby boomers were a group that lived to work and preferred a work 
environment conducive to obtaining results, whereas Generation Xers worked to live and 
preferred a work environment conducive to personal relationship development. Generation Y 
did not plan to stay more than 3 years, especially if they perceived that no one at the work 
site cared about them.  
 Bailyn, Fletcher, and Kolb (1997) studied the complexity of this situation. Working 
with three separate companies and utilizing qualitative techniques, the researchers 
categorized responses into two different concepts. Management and baby boomer employees 
reported concerns that if management tries to add benefits and special programs that young 
employees see as valuable resources to their personal needs, there is fear that too many will 
take advantage of it and increase business costs. On the other hand, younger employees 
reported concerns that by increasing demands of employee commitment and involvement, 
there is fear that people will burn out rather than bring energy and new ideas to the work 
 
 
 13
place. This could cause them to leave, taking their knowledge, skills, and experience with 
them. One company was known for its leading-edge employee benefits, but the benefits were 
underutilized due to career repercussions for those employees, mostly younger women with 
children, who did take advantage of them. Hours were long and stress levels among 
employees ran high. Rewards were given randomly to employees who solved visible 
problems even if they were the ones who caused the problem. The second site was a 
customer administration center where hours were not long but rigid. Managers tightly 
monitored the work environment. Absenteeism and lateness were chronic problems. The 
third site was a sales and service district set up for all of one company’s products. The group 
was organized as a partnership but worked independently of one another. Salespeople 
worked long hours for commission and service people responded to service calls at all hours. 
All employees were unsure of their schedules. To test a solution to these dilemmas, 
researchers developed a model to connect the issues of people’s personal lives with strategic 
organization goals rather than treating them as a trade-off. When employees in general 
perceived the organization cared about them by offering flexible work hours, advanced 
training, and seeking their opinions, they were more satisfied on the job. The research 
summation noted that only by connecting work and personal lives would companies reframe 
employee attitudes in the new workplace into opportunities for innovation and change.  
 Baard, Deci, and Ryan (2004) studied the concept of meeting employee needs in a 
more detailed manner. Labeled intrinsic need satisfaction (the need for relatedness and 
establishment of a sense of mutual respect and reliance with others), researchers investigated 
this construct of employee needs in two different work environments. The first study piloted 
the survey instrument with 59 hourly employee participants from an operations center of a 
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major U.S. banking corporation. After minor revisions of the survey instrument the second 
study involved 698 first-line employees from a major investment banking firm. Complete 
data was collected from 528 participants for an 84% return rate. Results in both studies were 
similar and indicated that self–esteem building aspects of work environments, such as team 
building activities and regular feedback, yielded positive work-related outcomes, whereas 
those likely to thwart need satisfaction, such as feedback only when problems occurred, 
yielded negative work-related outcomes. Interestingly, women reported less autonomy 
support than did men. 
Summary 
 Employees seek a balance in their exchange relationships with organizations by 
having attitudes and behaviors compatible with the degree of employer commitment to them 
as individuals (Wayne et al., 1997). A failure of the organization to attend to what employees 
have identified as POS can become a violation of an employee’s psychological contract with 
negative outcomes for the organization. 
Use of Technology 
 Today’s competitive environment requires constant vigilance and the ability to 
change. Meeting customer demands more quickly and more efficiently means more 
information must be easily accessible to service providers. The ability to use computerized 
technology effectively is rapidly becoming a necessity for everyday tasks in society. Whether 
the task is to withdraw money from an automatic teller machine at the bank or find a specific 
book at the library, interaction with computers is almost unavoidable (Mayhorn, Stronge, 
McLaughlin, & Rogers, 2004). Organizations implement new technologies to achieve 
specific results, such as increased productivity and reduced operating costs, but outcomes 
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have not always met expectations (Kim & Shanklin, 1999). Technologies are powerful tools 
for creating a stronger and more efficient organization. However, to realize the benefits from 
any given technology, it must be perceived as being useful, adopted, and then used by 
employees (Venkatesh et al., 2004). 
Innovation Diffusion 
 Diffusion research began as early as 1903 by French sociologist Gabriel Tarde 
plotting the original S-shaped diffusion curve. His original claim was that sociology was 
based on small psychological interactions among individuals, especially imitation and 
innovation. Although there are now over 2,700 publications about the diffusion of 
innovations, the S-curve is still fundamental because most innovations have an S-shaped rate 
of adoption. The variation lies in the slope of the “S.” Innovations that diffuse rapidly create 
a steep S-curve, whereas a slower rate of diffusion or adoption creates a more gradual sloped 
S-curve (Rogers, 1995). 
 Everett Rogers, considered the “guru” in innovation diffusion theory research, 
contributed to findings of Ryan and Gross by studying this diffusion phenomenon in venues 
across disciplines. Rogers’ (1976) innovation diffusion theory centers on conditions that 
increase or decrease the likelihood a new idea, product, or practice was adopted by members 
of a given culture.  
Innovation Adoption 
 Another theoretical perspective investigating the relationship between social 
psychology and technology adoption was the theory of reasoned action (Fishbein & Ajzen, 
1975). These authors maintained that individuals would use computers if they could see that 
there would be positive outcomes associated with using them. The emphasis is on technology 
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use, not the technology itself. Fishbein and Ajzen’s research showed that behavior is best 
predicted by an individual’s attitude toward the behavior rather than an attitude toward 
objects involved in the behavior. This theory is still widely used in information technology 
literature and has demonstrated validity (Compeau & Higgens, 1995; Compeau, Higgins, & 
Huff, 1999; Czaja et al., 2006; Lam, Cho, & Qu, 2007).  
 Similar findings of technology adoption and behavior were reported in the 2007 PEW 
Internet & American Life Project (Horrigan, 2007). Four thousand and one adults over the 
age of 18 were surveyed by telephone examining their technology assets, activities, and 
attitudes. Of this sample, only the 85% that were Internet users were asked to complete the 
survey. From this 85%, a framework of three categories was developed. Elite Tech Users 
(31%) had the most information gadgets and services used to participate in cyberspace and 
express themselves online. Middle-of –the-Road Tech Users (20%) fully embraced their cell 
phones and liked how technology connected them to others but did not use the Internet often 
and found all the information intrusive and somewhat of a burden. Finally, Few Tech Assets 
(49%) occasionally took advantage of technology but said if they had more experience they 
might use it more and they were satisfied with the comfort of regular telephone and 
television usage. Age and Internet adoption was also studied with results showing even 
though modern technology was more widely used by younger Americans, adoption unfolded 
in waves within age groups, depending on attitudes. 
 Grounded in Fishbein and Ajzen’s (1975) theory is the technology acceptance model 
(TAM; Davis et al., 1989). TAM is a significant model providing a strong base for studies on 
technology adoption. This model is used to measure general levels of satisfaction across a 
range of users with diverse interests. Major determinants of TAM include perceived 
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usefulness and perceived ease of use, both of which have a positive correlation with 
behavioral intentions. Simon and Paper (2007) conducted research using TAM and 
modifying it by adding elements of the theory of planned behavior. They adapted instruments 
from the literature and developed a tool to explain technology adoption for an investigation 
of implementation of a voice recognition device in the United States Navy. With 290 
deployed sailors as their sample, the strongest effect reported was between behavioral 
intention and system use. 
Human Aspect 
 One of the most salient factors impacting organizations and employees is 
technological change and advancement (Duxbury, Higgins, & Thomas, 1996). Organizations 
implement new technologies to achieve objectives such as increased productivity and 
reduced operating costs (Kim & Shanklin, 1999). These technologies have the potential to 
change roles and responsibilities of employees within the organization and must be 
communicated properly to meet organizational objectives for long-term success. 
 Although employee adoption is critical to using new technology to its full potential, 
Landauer (1995) reported that over half the systems of new technology deployed in the U.S. 
in the early 1990s were under-utilized or not used at all. To get a clearer picture of the human 
aspect of technology use in the lodging industry, Van Hoof, Collins, Combrink, and 
Verbeeten (1995) in partnership with the Hospitality Information Technology Association 
conducted research probing the reason for under-utilization of technology. Researchers 
assessed technology needs and perceptions of managers in 3,000 hotel properties in the U.S. 
An 18% response rate was achieved, with participants ranging in age from 26 to over 66 
years of age. Property sizes ranged from fewer than 100 rooms to more than 500 rooms with 
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300 rooms being the average size property. All segments of the industry—resorts, suite 
hotels, full-service hotels, limited service hotels, and motels—were included. Results 
indicated that as the size of the property increased, the perceived needs and usefulness of 
technology increased, but employee age or years of experience did not have a significant 
impact on perception of needs or usefulness of technology. Summations concluded that 
human aspects of technology implementation, defined as the perceptions of need and 
usefulness regarding the use of technology among lodging employees, were vital to 
successful adoption but received less attention because management personnel found it more 
prestigious to discuss the benefits of technology rather than the human aspects of its 
adoption.  
 More than 10 years later Carr (2006) reiterated the need for human aspects of 
technology implementation. In her review of technology and innovation adoption the author 
discussed that no single approach or process may be sufficient to ensure successful 
innovation adoption, but that the process should focus on the potential users and address 
concerns within the context of the environment in which employees used the technology 
(Burkman, 1987; Farquhar & Surry, 1994; Tessmer, 1990). 
 The human aspect approach, to technology adoption, was investigated by Lam et al. 
(2007). Close to 500 hotel employees (N = 458) in eight hotels in Hangzhou, China, and five 
hotels in Hong Kong were requested to fill out a survey dealing with new technologies used 
in the work place. Subjects were employed in foodservice, housekeeping, sales and 
marketing, and front desk positions. Over half of the respondents (66.9%) were female and 
slightly less than half (48%) had at least a high school education. Correlations between 
behavioral intention and perceived usefulness, self-efficacy, and subjective norm were 
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significant. Research findings involving managerial employees at 3M (Roepke, Agarwarl, & 
Ferratt, 2000) and part-time and non-traditional students in an eastern U.S. public university 
(Hasan, 2003) supported previous investigations indicating that new technologies would not 
be fully accepted if barriers of human factors, such as perceived usefulness and ease of use, 
were overlooked by employers. 
Computer Self-efficacy 
 Among the various individual factors examined in past research, computer self-
efficacy has been identified as a key determinant of computer-related ability and intentions 
toward future use of computers (Compeau & Higgens, 1995; Hasan, 2003; Lam et al., 2007; 
Marakas, Yi, & Johnson, 1998). Compeau and Higgins (1995) developed a self-efficacy scale 
in their research involving 2,000 subjects randomly selected from subscribers of a Canadian 
business periodical. Participants represented managerial positions in a broad range of 
industries, including manufacturing, services, finance, communications, advertising, 
government, and retail. Research findings supported the hypothesis that individuals with 
higher self-efficacy used computers more and with less computer anxiety.  
 The PEW Internet and American Life Project (2005) supported previous findings 
about the role of self-efficacy. Participants included 1,204 ethnically diverse adults ranging 
in age from 18–91 who lived in community setting in southern Florida. Subjects were 
divided into three age groups: 18–39 years, 40–59 years, and 60–91 years. The majority of 
the youngest group was college students and the majority of the other two groups consisted 
of college- educated adults. In general, the older adults indicated lower computer self-
efficacy and higher computer anxiety than did middle-aged and younger adults. Gender 
analysis indicated women had lower computer self-efficacy and higher computer anxiety 
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than men. As noted previously in the Lam et al. (2007) study, self-efficacy was the most 
important factor affecting behavioral intention to use computer technology.  
Summary 
 Kim and Shanklin (1999) discussed the importance of involving foodservice 
employees in the decision-making process, informing employees throughout the change 
process, helping employees understand reasons for implementing a new system, and 
preparing them for changes in job content and work environment. In their research, they 
found these strategies increased technology adoption. Earlier research conducted by Endsley 
(1994) also examined reducing resistance to technology changes and found that a systematic 
implementation process can facilitate adjustment to new technologies and reduce resistance. 
Self – efficacy was also an important part of the research in use of technology, including 
gender indications that women had lower computer self-efficacy than men (Lam et al., 2007). 
All of these findings support research described earlier and the importance of human factors 
in technology adoption. 
Employee Intention to Leave the Organization  
 An employee who stays on the job for multiple years is likely to provide knowledge, 
experience, and loyalty to an organization. As the baby boomer generation ages and retires, 
more employees from new generations will be entering the workforce. Costs of employee 
turnover can include advertising, recruiting, management, overtime for others, training, 
uniforms, lack of productivity, and low employee morale. Hinkin and Tracey (2000) 
estimated costs of one front-desk associate voluntary departure to be approximately 30% of 
the employee’s annual pay. 
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 Current strategies for retention often focus on recruitment of workers through a 
variety of financial incentives such as bonus pay for each employee recruited (McGuire et al., 
2003). These strategies may have gotten workers on the job but the concern for today’s 
employer is how to keep them from leaving. 
Job Satisfaction 
 Three Regis University graduate students in health administration investigated 
retention issues, including intention to quit (McGuire et al., 2003). Participants included 
physical therapists and medical technologists in urban settings and radiology directors in 
rural settings. Each student thought intention to quit would be highly related to money, but 
although money was important and health care benefits were cited as necessary to be 
competitive, what employees wanted was respect, recognition, and commitment from the 
organization for comfortable work environments and a voice in decision making processes. 
These findings were similar to those of an earlier study by Luthans (2000) whose research 
found employees placed a value on high social rewards such as attention, recognition, and 
sincere appreciation.  
 The same results were found in a hospitality setting by Milman (2003). Evidence 
from this study of hourly hospitality employees in a Florida amusement park facility found 
that significant retention predictors were associated with fulfillment and working conditions 
and not necessarily with monetary rewards. Likewise, in an earlier study, Lambert (2001) 
surveyed a national sample of 1,515 front line American workers about their turnover intent. 
Subjects were from 74 different geographic areas and currently employed for 20 hours or 
more per week and were at least 16 years of age. Results indicated that the work environment 
was more important in shaping worker job satisfaction than demographics, and job 
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satisfaction had the largest effect on workers’ turnover intent. Gender and education had the 
smallest total effects on turnover intent.  
Occupational Stereotype 
 A new segment of job satisfaction, occupational stereotype, surfaced in the hospitality 
literature. Pinel (1999) defined stigma consciousness (SC) as the extent to which people 
expect to be stereotyped. Wildes and Parks (2005) identified perception of internal service 
quality (ISQ) when employees are recognized as valued assets and where their opinion is 
sought by the organization with regard to operational changes as a predictor of intention to 
quit within the hospitality industry. When ISQ was perceived as high, turnover rates were 
low.  
 Wildes (2007) recently explored the significance of any interaction between the 
perception of SC by occupation (specifically foodservice) and ISQ as a step to reducing 
employee turnover with foodservice workers. Over 200 foodservice workers (N = 241) from 
full-service restaurants in central Pennsylvania were surveyed in regards to SC and ISQ. Of 
the sample participants, 68% of them were women and all were in non-management 
positions. Overall there was a significant interaction between ISQ and occupational SC. 
When ISQ was perceived as high, occupational SC was lower. Age ranges were also found to 
have significant impacts in both ISQ and SC. SC was highest for those 18 to 35 years of age. 
This group also had the highest level of intent to quit, and SC was more important than ISQ 
with a negative coefficient for interaction between ISQ and SC. Participants 36 to 45 years of 
age had the lowest SC. This group had the lowest intent to quit and the interaction between 
SC and ISQ was statistically significant. Interestingly, ISQ alone more significantly affected 
intent to quit than the interaction between SC and ISQ, and subjects were more likely to 
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recommend their job to others based on their perception of being treated well. POS and ISQ 
are very similar in theory. 
Leader–Member Exchange 
 Relationships between supervisors and employees have been shown to play an 
important role in job satisfaction and employee intention to quit. A positive relationship 
between supervisors and employees enhanced the perception that the company cares about 
the employee, but if the relationship was not what the employee expected and was perceived 
to be top-down power, it could have a negative impact on employee attitudes, resulting in 
increased intention to quit (Elangovan & Xie, 2000). Support for the importance of a positive 
supervisor–employee relationship was evident in a study of 173 retail salespeople (Firth, 
Mellor, Moore, & Laquet, 2004). Emotional support from supervisors and self-esteem 
accounted for 52% of the variance in intention to quit. 
Summary 
 Constant transitioning of employees in the workplace becomes costly to the 
organization in the form of increased training needs and loss of employees’ expertise and 
knowledge. With these costs increasing yearly, intention to quit can become a financial 
burden on organizations. Measurement scales for POS, organizational commitment, job 
satisfaction, and intent to quit have all been developed and validated throughout the 
literature. Susskind, Borchgrevink, Kacmar, and Brymer (2000) tested the measurement 
instruments in each of these categories to assess the construct validity and predictive utility 
of measures within the service context. Their objective was to examine the context from the 
employees’ perspective. Customer service employees (N = 386) from 36 Midwestern service 
organizations including hotels, restaurants, fast food establishments, and retail stores were 
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surveyed. Participants were 56% female with an age range of 25–56 years. All had worked at 
their respective jobs for at least 5 years. Results indicated that POS, job satisfaction, and 
organizational commitment items were all strongly related to one another and negatively 
related to intent to quit in the context of the service sector as opposed to the manufacturing 
sector of employment. 
 The importance of work environment to the service industry as it relates to intention 
to quit is evident in the literature. Despite the disruption and cost of turnover, many managers 
still view their employees, especially hourly employees, as replaceable commodities (Simons 
& Hinkin, 2001). Yet, evidence is growing to support the idea that the most effective way to 
retain an employee is to “protect your people investment and care for them” (Hogan, 1992, p. 
45). 
Significance of the Study 
 School foodservice is a major business in the U.S., yet few human resource issue 
areas specific to this sector of the industry have been investigated and findings presented in 
the literature. The Bureau of Labor Statistics (2002) forecasted the demand for institutional 
and commercial foodservice kitchen workers would increase 9% by 2010, not including 
replacement workers due to turnover. Assessing POS specific to school foodservice 
employees and creating work environments that may improve employee perception of value 
may be beneficial to retaining employees, thus reducing turnover costs, lost production time, 
and expertise within the district. 
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Research Questions 
 This investigation was based on the following questions: 
1. Does a relationship exist between hourly school foodservice employees’ perceived 
usefulness of technology and POS of the school district?  
2. Does a relationship exist between hourly school foodservice employees’ POS of 
the school district and intention to leave the organization?  
3. Does a relationship exist between hourly school foodservice employees’ perceived 
usefulness of technology and intention to leave the organization? 
4. Is POS different based on demographic characteristics of respondents? 
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CHAPTER 3. METHODOLOGY 
 This research was designed to assess school foodservice hourly employees’ self-
perceptions of organizational support and how technology use may impact those perceptions. 
The Iowa State University (ISU) Committee on the Use of Human Subjects in Research 
reviewed and approved this study’s protocol (Appendix A). Rights and welfare of human 
subjects were adequately protected and cover letters to subjects clearly stated the purposes of 
the research and guaranteed confidentiality and the ability to drop out at any time. 
Researchers involved with this study completed human subjects training and are certified by 
ISU. 
Subject Selection 
 A stratified random sampling process was used to collect data from a cross section of 
school foodservice hourly employees, employed full time and part time. A list of all public 
school districts participating in the USDA National School Lunch Program within the USDA 
Midwest Region was obtained from respective state departments of education. This region 
consists of Iowa, Illinois, Indiana, Minnesota, Ohio, and Wisconsin, with a total population 
of 2,875 school districts. According to Dillman (2007), with a population of this size, 322 
school districts should be contacted for a 95% confidence level. School districts were used 
for development of the sample because there are no records of the number of school 
foodservice employees listed in any statewide database. Public school districts in the 
Midwest region were randomly selected using a stratified sample method and each director 
of foodservice in the selected districts was asked to distribute surveys to five of their 
district’s hourly employees. School districts were selected using a systematic selection by 
intervals of eight based on alphabetical order by state. Five employees from each district 
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were asked to fill out the survey for a total of 1,610 surveys. Size of district, geographic area, 
and percentage of surveys per state were all random. Thus, a random sample of hourly school 
foodservice employees in the United States Department of Agriculture (USDA) Midwest 
region was surveyed. 
Survey Design 
 A self-administered, mail paper survey was used as the instrument for data collection 
(Appendix B). For clarity and ease of completion by participants, survey questions were 
divided into four topic categories, each within a separate part of the survey (Dillman, 2007). 
Statements in Part 1 measured employee POS. Part 2 statements were related to use of 
technology at home and work. Intention to leave the organization statements comprised Part 
3, and demographics questions were presented in Part 4. In Parts 1–3 of the survey, 
participants were asked to indicate how much they agreed or disagreed with each statement 
using a five-point Likert-type scale ranging from 1 = Strongly Disagree to 5 = Strongly 
Agree. Multiple-choice questions were presented in Part 4 of the survey to request 
demographic information. Measurements of constructs in each category are described below. 
Part 1. Perceived Organizational Support 
 A survey of perceived organizational support (SPOS) was developed by Eisenberger 
et al. (1986). A shorter version of this study that included the seventeen highest loading items 
in the initial factor analysis of the SPOS has been used in subsequent studies with Cronbach 
alpha reliability coefficients ranging from .83 to .95 (Eisenberger et al., 1990; Wayne et al., 
1997). In the short version of the SPOS, employees indicate their degree of agreement to 
statements using a five-point Likert-type scale ranging from 1 = Strongly Disagree to 5 = 
Strongly Agree. Examples of survey items included these statements: “My organization 
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considers my goals and values,” and “Help is available from my organization when I have a 
problem.” Survey statements were adjusted to include wording for school foodservice. 
Permission was obtained from Professor Robert Eisenberger to use the short SPOS for this 
study (R. Eisenberger, personal communication, January 15, 2007).  
Part 2. Use of Technology 
 The purpose of this part was to assess the employee’s feelings about the use of 
technology at work. Employees were asked to rate levels of agreement to five positively 
phrased attitude statements using a five-point Likert-type scale ranging from 1 = Strongly 
Disagree to 5 = Strongly Agree. After a review of the literature the researcher modified an 
established survey developed by Simon & Paper (2007). The researchers used statements 
gleaned from previously reported literature in their study assessing technology adoption. 
Permission was obtained from Professor Steve Simon to use the survey (S. Simon, personal 
communication, Spring 2007). Questions included: “Using computer technology improves 
my productivity,” and “I find computer technology useful in my job. 
Part 3. Intention to Leave 
 Five statement concepts compiled by Wayne et al. (1997) were used to assess an 
employee’s intention to leave the organization. Each statement was altered to reflect school 
foodservice. Employees responded to the positively phrased statements using a five-point 
Likert-type scale ranging from 1 = Strongly Disagree to 5 = Strongly Agree. Questions 
included: “I am actively looking for a job outside my school district,” and “I often think 
about quitting my school foodservice job.” Wayne et al. (1997) reported Cronbach’s alpha at 
.89. Permission was obtained from Dr. Sandy Wayne to use this instrument (S. Wayne, 
personal communication, February 7, 2007). 
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Part 4. Demographic Characteristics of Respondents 
 This section of the survey requested demographic information from participants. 
Participants were asked to indicate their range of age, level of education, years of service 
with the school foodservice program, district enrollment, and average number of times per 
day technology was used in their personal life. 
Pilot Study 
 A pilot test was conducted with 25 hourly employees attending a School Nutrition 
Association of Wisconsin meeting for Chapter 15 consisting of school districts in Dane 
County, Wisconsin. Pilot test participants reviewed the survey for content, clarity of 
expression, and ease of completion. Participants were also questioned regarding length of 
survey and survey format. Adjustments to the instrument were made based on comments and 
concerns shared with the researcher.  
Data Collection 
 Public school districts were selected from a compiled list of all districts in the USDA 
Midwest Region. School foodservice directors were contacted and asked to distribute five 
surveys to random hourly employees. To achieve a high response rate, a four-step process 
was initiated based on recommendations by Dillman (2007). 
 Step 1: A total of 435 foodservice directors from selected districts were contacted by 
e-mail, when possible, or first class letter (Appendix C). This communication informed 
directors about the research project, requested their help in the study, and informed them that 
a complimentary 4-hour employee in-service would be scheduled for two participating 
districts selected randomly from all districts that returned five surveys by June 15, 2007. Of 
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the 435 communications attempted, 30 foodservice directors responded that they could not 
participate and 83 foodservice directors never responded or were not located. 
 Directors were asked to serve as distributors of the survey to hourly foodservice 
employees in their districts. All foodservice directors were asked to send a return e-mail or 
stamped postcard, included in the letter, to the researcher. This return communication served 
as a registration for the employee in-service if all five surveys were returned by June 15, 
2007 and as notification to the researcher to e-mail the next foodservice director, from the 
alphabetical list, replacing someone unwilling or unable to participate. This process 
continued until 322 foodservice directors were willing to participate. 
 Step 2: Each foodservice director who agreed to participate (N = 322) received a 
packet containing a cover letter, the research survey, and an addressed, stamped return 
envelope to the researcher for each of five hourly employees in their district. The cover letter 
stated the purpose of the research, guaranteed the confidentiality of all responses, and 
stressed the importance of responding (Appendix D). Surveys were coded by using different 
colored paper for each state and each district in the state was number coded. Envelopes 
received by the researcher were tracked by district and by state. Once envelopes were open, 
districts were no longer identifiable. 
 Step 3: Two weeks after initial mailing of surveys, reminder postcards were sent to 
non-responding districts and districts with only one employee response (n = 95), requesting 
school foodservice directors to encourage employees to complete and return the surveys.  
 Step 4: Thank you cards were sent to all participating foodservice directors including 
those that responded they would not participate (n = 352). Foodservice directors were 
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reminded that results were comprehensive and not based on individual districts and were 
encouraged to share results with all employees.  
Data Analysis 
 Statistical Package for the Social Sciences Windows Release 15 (SPSS, 2006) was 
used to analyze data. Descriptive statistics (including means and standard deviations) were 
calculated to ensure normality of data. Principal component analysis (PCA) was conducted to 
determine construct validity of perceived organizational support, use of technology, and 
intentions to leave the organization. Cronbach’s alpha coefficients were calculated to 
determine reliability for each of the construct scales. The first part of the data analysis 
consisted of PCA on each section of the questionnaire to identify factors that may reduce the 
number of items to include in a correlation analysis. The correlation analysis of resulting 
factors was used to investigate if any relationships existed between use of technology and 
POS, intention to leave and POS, and use of technology and intention to leave the 
organization. Spearman’s correlation coefficient was used to identify correlations involving 
demographic characteristics (age, level of education, years of service, district enrollment, 
number of hours worked, and personal use of technology) and POS, use of technology, and 
intentions to leave the organization. Field’s (2005) definitions for low (0 - .5), medium (.5 -
.9) and strong (.9 – 1) correlation coefficients were used to determine strength of 
correlations. Further investigation was completed using ANOVA to assess differences in 
POS by demographic characteristics of respondents with an acceptable significance level of 
 p < .05.  
 
 
 32
CHAPTER 4. RESULTS AND DISCUSSION 
 This study explored relationships between POS, usefulness of technology and 
intentions to leave the organization. PCA was conducted on each section of the questionnaire 
to identify factors. These factors were then used in the remaining analyses. Perceptions 
investigated included POS of the school district and its correlation with intentions to leave 
the organization. Perceived usefulness of technology in school foodservice and its correlation 
with POS and intentions to leave the organization were examined. POS and intentions to 
leave the organization, based on demographics were also studied. A self-administered, mail 
paper survey was used to collect data from hourly school foodservice employees. Surveys (N 
= 1610) were sent to 322 school districts in the USDA Midwest region and 671 responses 
were received (625 usable and 46 unusable surveys), for a usable response rate of 39% 
(Table 1).  
 
Table 1 
Return Rate of Surveys by Midwestern States Participating in the Study  
State Number of  surveys sent 
Number of  
surveys returned 
Percent  
returned 
Iowa 250 125 50 
Illinois 300 78 26 
Indiana 225 109 48 
Minnesota 235 96 41 
Ohio 300 125 42 
Wisconsin 300 138 46 
Total 1610 671 42 
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 Response rates in all states except Illinois were fairly consistent. This response rate 
may have been a result of the familiarity in Iowa, Indiana, Minnesota, Ohio, and Wisconsin 
with the author’s name. The lower response rate from Illinois may have been due to the fact 
that the author had never been a guest speaker in that state and had less familiarity with 
directors. Also, at least one director in all states except Illinois had voluntarily notified the 
author that he/she would help with the study by communicating to other directors how 
important it was to participate in the study. Findings are presented in the following order: 
demographic characteristics of respondents, characteristics of respondents’ technology use, 
perceived organizational support, use of technology, intentions to leave the organization, 
correlations of constructs, and correlation of characteristics with constructs and ANOVA of 
POS and demographic characteristics of respondents. 
Demographic Characteristics of Respondents 
 Characteristics of respondents are presented in Table 2. Age was reported with 16.2% 
of respondents being 40 years of age or younger, 43.8% between 41 and 50 years of age, and 
40% as 51 years of age or older. In addition, nearly all respondents (99%) reported an 
education level of a GED or high school diploma and higher including 35.5% with some 
education after high school, 18.9% with a certificate or technical school degree, and 3.8% 
having completed a 4-year degree. The majority of respondents (55.7%) had 10 or fewer 
years working in their present school foodservice position, yet close to 10% had worked for 
over 20 years in their present school foodservice position.  
 A majority of respondents (72.4%) reported working in districts with an enrollment of 
5,000 or fewer students. Other recent studies also found that the majority of districts (63%)  
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Table 2 
Demographic Characteristics of Respondents (N = 625) 
Characteristics n % 
Age   
18-30 18 2.9 
31-40 83 13.3 
41-50 274 43.8 
51-60 190 30.4 
> 60 60 9.6 
Total 625 100.0 
Level of education   
< High school  8 1.3 
GED or high school diploma 253 40.5 
Some education after high school 222 35.5 
Certificate or technical school degree 118 18.9 
Four- year degree 24 3.8 
Total 625 100.0 
Years of service in present school foodservice position   
0-5 175 28.0 
6-10 173 27.7 
11-15 134 21.4 
16-20 82 13.1 
21-25 33 5.3 
> 25 28 4.5 
Total 625 100.0 
District student enrollment   
1,000 or less 176 28.2 
1,001-5,000 276 44.2 
5,001-15,000 115 18.4 
15,001-25,000 34 5.4 
25,001-50,000 20 3.2 
> 50,000 4 0.6 
Total 625 100.0 
Number of hours worked   
< 4 hours 83 13.3 
4-7 hours 394 63.0 
> 7 hours 148 23.7 
Total 625 100.0 
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nationwide reported enrollments of fewer than 5,000 students (Conklin, Lambert, & Lambert, 
2005; School Nutrition Association, 2007). A total of 13.3% of respondents were working 
fewer than 4 hours per day, 63% were employed from 4 to 7 hours, and 23.7% were 
employed more than 7 hours. Because the majority of respondents did not answer whether 
they worked part time or full time, data was not statistically analyzed, but it could be 
assumed that those working fewer than 7 hours per day worked less than full time for the 
district. 
 Other research conducted in school foodservice settings (Cullen & Watson, 2007; 
School Nutrition Association, 2007) found most employees were women. It was assumed 
that most respondents in this study were also women. Thus, the typical respondent worked 
more than half time in a small-sized district, was in their 40s, and had earned at least a high 
school degree or equivalent. 
Characteristics of Respondents’ Technology Use 
 Respondents identified their frequency of use of technology from a list of items. A 
non-response to an item was assumed to be a never. Only two items, “Use of Blackberry” 
 (n = 127) and “Use of GPS” (n = 38) had non-responses. Technology use results (Table 3) 
showed a majority of respondents (85.8%) owned a computer. Cell phones and e-mail were 
used by the majority of respondents (71.4% and 60.8%, respectively). Internet surfing was 
used by a majority of respondents (81.1 %), but that majority was almost evenly split 
between daily surfing (34.6%) and surfing a few times a month (36.3%). An additional 
10.2% reported Internet surfing a few times a year. Another majority split occurred with 
using the Internet for shopping, as 35.8% reported use of the Internet to shop a few times a 
year and 37% of respondents reported they had never done so. Similar results were reported 
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Table 3 
Use of Technology Reported by Respondents (N = 625) 
Technology n % of all respondents 
Do you own a computer? 
  
Yes 536 85.8 
No 89 14.2 
Total 625 100.0 
   
Use of cell phone   
Daily 446 71.4 
A few times per month 96 15.4 
A few times per year 40 6.4 
Never 43 6.8 
Total 625 100.0 
   
Use of e-mail   
Daily 380 60.8 
A few times per month 122 19.5 
A few times per year 36 5.8 
Never 87 13.9 
Total 625 100.0 
   
Internet surfing   
Daily 216 34.6 
A few times per month 227 36.3 
A few times per year 64 10.2 
Never 118 18.9 
Total 625 100.0 
   
Use of Internet shopping   
Daily 31 5.0 
A few times per month 139 22.2 
A few times per year 224 35.8 
Never 231 37.0 
Total 625 100.0 
   
Use of ATM   
Daily 56 9.0 
A few times per month 239 38.2 
A few times per year 89 14.2 
Never 241 38.6 
Total 625 100.0 
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Table 3 (continued) 
Technology n % of all respondents 
Use of Internet travel arrangements 
  
Daily 21 3.4 
A few times per month 37 5.9 
A few times per year 242 38.7 
Never 325 52.0 
Total 625 100.0 
Use of Internet instant messaging 
  
Daily 92 14.7 
A few times per month 120 19.2 
A few times per year 45 7.2 
Never 368 58.9 
Total 625 100.0 
   
Use of Internet banking   
Daily 89 14.2 
A few times per month 117 18.7 
A few times per year 38 6.1 
Never 381 61.0 
Total 625 100.0 
   
Use of Internet tax submission   
Daily 14 2.2 
A few times per month 15 2.4 
A few times per year 156 25.0 
Never 440 70.4 
Total 625 100.0 
   
Use of GPS   
Daily 9 1.4 
A few times per month 30 4.8 
A few times per year 46 7.4 
Never 540 86.4 
Total 625 100.0 
   
Use of a Blackberry   
Daily 5 0.8 
A few times per month 1 0.2 
A few times per year 2 0.3 
Never 617 98.7 
Total 625 100.0 
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with use of an ATM. About the same percentage of respondents reported using the ATM a 
few times a month (38.2%) as those who had never used one (38.6%). The remaining 
technology items listed had a very high percentage of respondents who had never used these 
devices or services: Internet travel arrangements (52%), Internet instant messaging (58.9%), 
Internet banking (61%), Internet tax submissions (70.4%), GPS (86.4%), and Blackberry 
(98.7%). Responses referring to frequent (daily and weekly) usage of Internet tax 
submissions and Internet travel arrangements were questionable. Respondents may have 
marked everything the same without reading items.  
 Similar technology use results were reported in a national survey conducted for the 
PEW Internet & American Life Project (Horrigan, 2007) as project researchers reported a 
majority (85%) used a cell phone and the Internet in some manner, whereas the use of other 
technology devices, such as Blackberries and personal digital assistant devices, was 
considerably less (reported at only 11%). 
Perceived Organizational Support 
 Part 1 of the survey explored school foodservice employees’ perceptions of the 
support received from their school districts, or their POS. PCA with a varimax rotation 
indicated that all statements in Part 1 of the survey, POS, loaded on one factor that explained 
65.8% of the variance (Table 4). The determinant of the correlation matrix (R-matrix) is 
greater than .00001 (R-matrix = .000475). Therefore, confidence was established that simple 
structure was not a problem for these data (Field, 2005). The Kaiser-Meyer-Olkin (KMO) 
measure of sampling adequacy was calculated and Bartlett’s test of sphericity was also 
conducted. With a KMO value above .9 (.976), factor analysis was appropriate for these data 
(Field, 2005). Also, a significant Bartlett’s test (p < .001) assured that the R-matrix was not  
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Table 4 
Principal Component Analysis Factor Loadings for Perceived Organizational Support  
Statement Factor loading 
My employer values my contribution to the district. .782 
If my employer could hire someone to replace me at a lower hourly wage, they 
would not do so. 
.370 
My employer appreciates any extra effort from me. .834 
My employer strongly considers my personal goals and values. .848 
My employer would give attention to any complaints from me. .791 
My employer considers my best interest when it makes decisions that affect 
me. 
.825 
Help is available from my employer when I have a problem. .821 
My employer really cares about my personal well-being. .849 
When I do the best job possible, my employer notices. .839 
My employer is willing to help me when I need a special favor. .769 
My employer cares about my general satisfaction at work. .878 
Even if given the opportunity, my employer would not take advantage of me. .792 
My employer shows concern for my work environment. .798 
My employer cares about my opinions. .885 
My employer takes pride in my accomplishments at work. .877 
My employer values me as an employee. .864 
My employer is willing to extend itself to help me perform my job to the best 
of my ability. 
.833 
Note. % variance explained by factor: 65.80%; Cronbach’s alpha = .96. 
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an identity matrix and that there were some relationships between variables. No rotation 
occurred due to the extraction of a single factor. Each statement on the survey except for “If 
my employer could hire someone to replace me at a lower hourly wage, they would not do 
so” stood alone as a factor. 
 Cronbach’s alpha reliability coefficient of .96 for the POS part of the survey was 
similar to the alpha (.93) reported in previous studies using these same items (Eisenberger et 
al., 1986, 1990). This is an excellent value for reliability.  
 Table 5 shows mean ratings to the statements and standard deviations for each item. 
Standard deviations (.93–1.09) for all POS statements except for one were small relative to 
the mean itself, indicating data points close to the mean. “If my employer could hire someone 
to replace me at a lower hourly wage, they would not do so” was the one exception with a 
higher standard deviation (1.25). This represents a high level of variation in responses for 
that particular item.  
 Ratings for each scale item in Part 1 ranged from 1 = Strongly Disagree to 5 = 
Strongly Agree. Mean ratings for all respondents ranged from 3.85 to 3.19 for POS. “My 
employer values my contribution to the district” (mean rating of 3.85) was the closest of all 
items to “Agree” (4 on the 5-point scale) and the highest rated item. Interestingly, “If my 
employer could hire someone to replace me at a lower hourly wage, they would not do so” 
was the item with a mean ratings closest to “Neutral” (mean rating of 3.19). This result is a 
slight contradiction. Respondents’ mean ratings of being valued by the district were higher 
than the mean ratings for being replaced at a lower wage. Overall agreement score 
(determined by calculating the sum of all ratings) was 61.17 of a possible 85 (17 items x a 
maximum rating of 5), with a grand mean of 3.60 for all items on the scale. These findings  
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Table 5 
Factor Mean Ratings and Standard Deviations for Perceived Organizational Support (N = 
625) 
Item Ma SD 
My employer values my contribution to the district. 3.85 0.94 
Help is available from my employer when I have a problem. 3.76 0.94 
My employer values me as an employee. 3.75 0.93 
My employer appreciates any extra effort from me.  3.75 1.04 
My employer values me as an employee. 3.75 0.93 
My employer shows concern for my work environment. 3.72 0.99 
My employer is willing to help me when I need a special favor. 3.67 0.95 
My employer would give attention to any complaint from me.  3.62 1.02 
My employer takes pride in my accomplishments at work. 3.61 0.95 
My employer is willing to extend itself to help me perform my 
job to the best of my ability. 
3.59 0.95 
My employer really cares about my personal well-being. 3.59 0.99 
My employer cares about my general satisfaction at work. 3.57 0.95 
When I do the best job possible, my employer notices.  3.56 1.07 
My employer cares about my opinions. 3.54 0.96 
Even if given the opportunity, my employer would not take 
advantage of me. 
3.40 1.09 
My employer considers my best interests when it makes 
decisions that affect me. 
3.25 1.08 
If my employer could hire someone to replace me at a lower 
hourly wage, they would not do so.  
3.19 1.25 
Note. Perceived Organizational Support α=.96; M = 3.60. 
aRating scale: 1 = Strongly Disagree, 2 = Agree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree. 
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were different than the findings in the literature. Lynch et al. (1999) considered this 
“reciprocation wariness” and reported different findings than this study. In that study, POS 
and reciprocation wariness interacted. When POS was rated low, reciprocation wariness was 
rated high.  
Use of Technology 
 Part 2 of the survey explored respondents’ perceptions toward the use of technology. 
Respondents rated levels of agreement to each of 19 items ranging from 1 = Strongly 
Disagree to 5 = Strongly Agree. Again, PCA was conducted to identify underlying 
components in the use of the technology construct. PCA with a varimax rotation indicated 
that four factors existed for this scale that explained 78.63% of the variance. The four factors 
were: ease of use, perceived usefulness, behavioral intention, and social use. Factor loadings 
for each statement and Cronbach’s alpha for each factor are reported in Table 6. The item 
“Using computer technology will help me get promoted” had a factor loading of .357 and 
was eliminated from the table due to insignificant contribution to the factor. These results 
were similar to research conducted by Simon and Peter (2007).  
 The determinant of the R-matrix was not greater than .00001 (R-matrix = .00001); 
therefore, simple structure may be a problem for these data (Field, 2005). Examination of the 
correlation matrix in the statements in the use of technology section indicated that three 
statements were highly correlated. “Using the computer improves my performance” was 
positively correlated to “Using the computer improves my productivity (r = .924, p < .05) 
and also to “Using the computer enhances my effectiveness” (r = .917, p < .05). To avoid 
problems of simple structure, only the statement “Using the computer improves my 
performance” was kept for the analysis and the other two statements were eliminated. KMO  
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Table 6 
Principal Component Analysis Factor Loadings for Use of Technology 
Factors Factor  loadings 
Perceived usefulness (α = .96)  
 Using computer technology enables me to accomplish tasks more quickly. .871 
 Using computer technology improves my performance. .865 
 Using computer technology makes my job easier. .870 
 I find computer technology useful in my job. .853 
Perceived ease of use (α= .95)  
 Learning to use computer technology is easy for me. .829 
 I find it easy to get computer technology to do what I want it to do. .821 
 My interaction with computer technology is clear and understandable. .867 
 I find computer technology flexible to interact with. .836 
 It is easy for me to become skilled with computer technology. .891 
Social use (α = .46)  
 People who are important to me use computer technology. .851 
 My friends use computer technology. .756 
Behavioral intention (α = .92)  
 I intend to use computer technology when it is available. .798 
 To the extent possible, I would use computer technology to do various tasks. .846 
 To the extent possible, I would use computer technology frequently. .822 
 Using computer technology in school foodservice is a good idea. .616 
Note. % variance explained by four factors: 78.63%. Cronbach’s alpha = .94. 
 
 
 
 44
and Bartlett’s test were also conducted. With a KMO value above .9 (.937), factor analysis 
was appropriate for these data (Field, 2005). Bartlett’s test was significant at p < .001.  
 Table 7 shows mean ratings and standard deviations in descending order of mean 
ratings for each of the 17 items remaining in the analysis. Ratings of items on the use of  
 
Table 7 
Respondent’s Mean Ratings and Standard Deviations for Use of Technology (N = 625) 
Item Ma SD 
Using computer technology in school foodservice is a good idea. 4.01 0.88 
I intend to use computer technology when it is available. 3.79 0.83 
To the extent possible, I would use computer technology to do various tasks. 3.77 0.84 
My friends use computer technology. 3.77 0.76 
Using computer technology enables me to accomplish tasks more quickly. 3.72 1.02 
To the extent possible, I would use computer technology frequently. 3.70 0.91 
I find computer technology useful in my job. 3.68 1.02 
People who are important to me use computer technology. 3.65 1.49 
Using computer technology makes my job easier. 3.61 1.05 
Using computer technology improves my performance. 3.58 1.02 
Learning to use computer technology is easy for me. 3.51 0.97 
I find computer technology easy to use. 3.41 0.95 
It is easy for me to become skilled with computer technology. 3.37 0.96 
I find computer technology flexible to interact with. 3.36 0.92 
I find it easy to get computer technology to do what I want it to do. 3.32 0.97 
My interaction with computer technology is clear and understandable. 3.31 0.96 
Using computer technology will help me get promoted. 2.93 1.05 
Use of Technology α=.94 3.55  
aRating scale: 1 = Strongly Disagree, 2 = Agree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree. 
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technology scale had small standard deviations averaging from .76 to 1.05, except for 
“People who are important to me use computer technology “(standard deviation of 1.49). 
This larger standard deviation represents a high level of variation in responses for that 
particular item compared to all other items in Part 2.  
 Similar to POS, ratings for each scale item in Part 2 ranged from 4.01 to 2.93 on the 
5-point scale with 1 = Strongly Disagree to 5 = Strongly Agree. “Using computer technology 
in school foodservice is a good idea” had the only mean rating in the “Agree” range (4.01), 
whereas “ Using computer technology will help me get promoted” had the only mean rating 
in the “Disagree” range (2.93). All other mean ratings were in the “Neutral” range. Overall 
agreement rating was 60.49 of a possible 85 (17 items x a maximum rating of 5). A grand 
mean of 3.55 for the use of technology scale indicates a slightly positive attitude. Findings 
from this study suggest respondents are somewhat neutral about both POS and use of 
technology.  
Intentions to Leave the Organization 
 Part 3 of the survey contained five statements about employees’ intentions to leave 
the organization. Cronbach’s alpha was also used to test the reliability of the intentions to 
leave the organization construct. In the first analysis, an alpha of .49 was not an acceptable 
value for reliability. A scale variance if item deleted test was conducted. Deleting the item “I 
plan to still be working in school foodservice for this district five years from now”(which 
was reverse scored) resulted in an overall Cronbach’s alpha reliability coefficient of .85, an 
alpha more characteristic of previous levels reported in research using this scale (α= .89; 
Wayne et al., 1997). PCA with a varimax rotation was used resulting in one factor extracted 
for the four statements in Part 3 of this study. This factor explained 68.76% of the variance 
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but with a KMO value lower than .9 (.795), factor analysis was not appropriate for this data 
(Field, 2005) and factor loadings have not been included. Table 8 shows the mean ratings and 
standard deviations for items measuring this construct. The deleted item had a mean rating of 
3.60 and a standard deviation of 1.25. 
 Standard deviations for intentions to leave the organization (.76 – 1.17) were all large, 
relative to the mean. This construct had greater variability than the other constructs. Some 
respondents may have felt guilty by marking what they perceived as a negative response and 
switched to a response they think their supervisor would see as positive.  
 Overall, respondents demonstrated a desire to stay employed in their present job with 
74.9% and 69.2% responding “Strongly Disagree” or “Disagree” to the items “I am actively 
looking for a job outside of school foodservice” and “I often think about quitting my school 
foodservice job” (mean ratings of 1.91 and 2.08, respectively). 
 
Table 8 
Respondent’s Mean Ratings for Intentions to Leave the Organization (N = 625) 
Item Ma SD 
I often think about quitting my school foodservice job. 2.08 1.17 
I am actively looking for a job outside of school foodservice. 1.91 1.08 
I am seriously thinking of leaving the employment of this school district. 1.86 1.08 
The use of technology on my job is pushing me to quit. 1.56 .768 
Intentions to Leave the Organization α=.85 1.85  
aRating scale: 1 = Strongly Disagree, 2 = Agree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree. 
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 The mean rating of 1.56 for “The use of technology on my job is pushing me to quit” 
was similar to past research with school foodservice employees. Kim and Shanklin (1999) 
reported that school foodservice employees were reluctant to use the new technologies  
introduced into their work environments but the employees were not planning to leave the 
organization because of it. 
Correlations of Constructs 
  Pearson’s correlation coefficient was used to address research questions one, two, 
and three. Question one, which inquired if a relationship existed between hourly school 
foodservice employees’ perceived usefulness of technology and hourly school foodservice 
employees’ POS, resulted with a low positive correlation (r = .275, p < .05). These results 
show a negligible relationship and may have been due to the large sample size (Fields, 2005). 
This question sought only to find a relationship between POS and foodservice employees’ 
perceived usefulness of technology, therefore only the statements from the factor “perceived 
usefulness” were used for this analysis. Three other factors were identified in the factor 
analysis but were not used in the correlations. 
Question two inquired if a relationship existed between hourly school foodservice 
employees’ POS and hourly school foodservice employees’ intention to leave the 
organization. This question also resulted in a low negative correlation (r = -.400, p < .05). 
This relationship is also negligible and should be interpreted with knowledge of the large 
sample size. These findings were different than findings in all literature reviewed concerning 
POS. Susskind et al. (2000) reported the importance of POS as it relates to intention to quit. 
Customer service employees (N = 386) from Midwestern service organizations including 
restaurants, fast food establishments, and retail stores were surveyed. Participants in this 
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study were a majority of females, ranging in ages from 25 to 56 and who had worked at least 
5 years at their jobs. Results from the Susskind et al. study indicated that POS had a strong, 
negative relationship to intention to quit.  
 Question three proposed a relationship between hourly school foodservice 
employees’ perceived usefulness of technology as it affected them on the job and hourly 
school foodservice employees’ intention to leave the organization. This inquiry also had a 
low, negligible negative correlation (r = -.157, p < .05).  
Correlation of Characteristics with Constructs 
 Question four addressed the influence of respondents’ characteristics on the 
constructs studied including: age, level of education, years of service in present school 
foodservice position, district student enrollment, and number of hours worked. Spearman’s 
correlation coefficient was used to identify significant correlations involving demographic 
variables, which were measured on an ordinal scale. POS was not significantly correlated 
with any of the demographic variables. This finding is different from other research that 
showed level of education, years of service within the organization, and age all had strong, 
positive correlations with POS (Chow, Lo, Sha, & Hong, 2006; Settoon et al., 1996; Wayne 
et al., 1997). 
 The ease of use of technology factor was negatively correlated with age (r = -.242, p 
< .05) and years of service (r = -.142, p < .05) and positively correlated with level of 
education (r = .091, p < .05). The perceived usefulness of technology factor was positively 
correlated with level of education (r = .160, p < .05), years of service (r = .082, p < .05), 
district enrollment (r = .261, p < .05), and number of hours worked (r = .127, p < .05). The 
behavioral intent of technology use factor was positively associated with district enrollment 
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(r = .106, p < .05) and number of hours worked (r = .097, p < .05) but negatively associated 
with age (r = -0.93, p < .05). Finally, the social use of technology factor was positively 
correlated with level of education (r = .087, p < .05). Intent to leave the organization had a 
significant level of correlation with only one demographic variable. This construct was 
negatively associated with number of hours worked (r = -.093, p < .05). All of these results 
are negligible relationships and may be due to sample size. 
 ANOVA was  performed to assess differences in POS and demographic 
characteristics of respondents. There were no significant differences in POS and 
demographic characteristics of respondents. 
The purpose of this study was to examine hourly school foodservice employees’ 
perceptions of organizational support and how technology use may impact those perceptions 
and, in turn, result in employees’ intentions to leave the organization. The neutral findings of 
this study indicate that POS is not high among those surveyed. The neutral ratings described 
deserve further study to understand why hourly school foodservice employees are willing to 
stay on the job without stronger POS and perceived usefulness of technology ratings. 
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CHAPTER 5. SUMMARY AND CONCLUSIONS 
 In this study, a stratified random sample of hourly school foodservice employees 
from school districts in the Midwest provided data, through self-reporting on a paper survey, 
regarding their POS from the district, use of technology, and their intentions to leave the 
organization. These constructs, along with demographic data, were correlated to one another 
for the purpose of finding relationships between them. A summary of the findings, study 
limitations, and recommendations for future research are presented in this chapter. 
Summary of Findings 
 One of the objectives of this study was to assess hourly school foodservice 
employees’ POS. With a grand mean of 3.60 on a rating scale of 5.0 for the construct, this 
finding indicates neutral feelings with a slightly positive direction. There were many written 
comments (n =225) on the returned surveys dealing with the fact that the respondents did not 
see the “district” as making a difference in their perceived level of support. It was stated that 
their supervisor meant more than the district (n = 225). This conflicting idea could have been 
why the results were generally neutral. This conflict is discussed as a limitation of this study 
later in this chapter.  
 A second objective was to examine whether perceptions of technology usefulness on 
the job affected POS. Although it had a low correlation, there was a positive relationship. 
The relationship would be considered negligible (r = .275, p < .05) but is an indication there 
is a need for further research, particularly as the use of technology increases in daily life 
activities. Use of technology frequencies (Table 3) indicates that respondents were not using 
a variety of technology items available today, as cell phones and e-mail were listed as the 
most frequently used. Even though the majority of respondents (85.8%) indicated that they 
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owned a computer, the majority did not indicate they used it for purposes other than e-mail. 
Again written comments were on the survey and indicated that the computer was “my 
husband’s” (n = 97) or “for the kids” (n = 211). 
 Objective number three was to identify whether POS affected intentions to leave the 
organization. Results again showed a low correlation but significant relationship (r = -.400, p 
< .05). These findings indicate a need for further research as respondents demonstrated a 
desire to stay in their present job with only 11.1% stating they agreed or strongly agreed with 
the statement that they were looking for a job outside school foodservice. Findings from this 
study showed a significant (p < .05) negative correlation between POS and intentions to 
leave the organization. This finding seems contradictory because so few respondents (n = 65) 
reported intentions to leave and POS was neutral. This data was different than what was 
previously reported in the literature and may be explained as negligible due to large sample 
size. Further research might consider leader–member exchange, participation in labor unions, 
and benefits available to employees working in a school foodservice setting. 
 Objective four was to identify whether perceptions of technology usefulness affected 
intentions to leave the organization. Although use of a variety of technologies was not 
overwhelmingly reported, this had a low but significant negative correlation. Again, caution 
is advised when interpreting these correlation coefficients.  
 Finally, this study investigated whether differences existed for POS and demographic 
characteristics of respondents. There were no significant differences found.  
Limitations of the Study 
 A number of limitations to this study that may impact ability for findings to be 
generalized were present. First, this study dealt with the concept of perception of 
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organizational support. This idea is very subjective; definitions can be the result of many 
extraneous variables, including previous life experiences and peer influences. Also, an 
employee had to make the distinction when responding to the survey between perceptions of 
organizational support and perceptions of supervisor support. As mentioned previously, 
respondents (n = 225) did not see the district as their supervisor. 
Supervisors play a unique role in determining work conditions dependent on the 
supervisor’s freedom of action within the work environment. These conditions may not 
necessarily be consistent with formal organizational policy and may impact POS when not 
recognized by employees as conditions of an organization rather than a supervisor. If 
supervisors were the buffer between employees and “the district,” the results may not be 
accurately reading the construct as it was intended.  
In their investigation of leader–member exchange as it relates to POS ,Stinglhamber 
and Vandenberghe (2004) described supervisors as “agents” of the organization and 
concluded that POS represents the perceptions of the extent of support received that emerges 
from the actions of the organization’s agents. They further explained that participants in their 
study had a difficult time separating from the agents and identifying the employer.  
Caution should be noted when interpreting the results of this study with hourly school 
foodservice employees, especially due to the written comments along the side of the surveys 
dealing with the difficulty employees had with accepting the “district” as their supervisor for 
the purpose of the study (n =225). Finding this as an issue was important and indicates that 
further research dealing with hourly school foodservice employees and their relationship with 
the immediate supervisor may have different results. 
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Another limitation may have been an employees’ ability to recognize the use of 
technology other than a computer with a hard drive and monitor. Various areas in production 
can be utilizing technology even though employees do not recognize it. Questions presented 
included potential use of technology within a foodservice program as well as use of 
technology specific to hourly employee positions in school foodservice. There were written 
comments on the survey that stated “I don’t use a computer” and all the neutral (3) responses 
were selected (n = 107).  
Finally, foodservice directors were asked to give surveys to five hourly employees. 
This could have limited the randomness of the participants due to the way in which a 
supervisor chose to give out the surveys. It could also have limited the veracity of responses 
due to the potential lack of trust by employees’ of confidentiality. 
Recommendations for Further Research 
Findings from this research indicate that hourly school foodservice employees do not 
have a strong positive POS. With some of the data being contradictory, it is recommended 
that a qualitative study be conducted dealing with POS. The large sample size made it easier 
to have statistical significance but it may not be of practical significance. Small and 
unimportant effects can turn out to be statistically significant just because of the large sample 
size, but it does not necessarily mean that the effect was important. A comparison could be 
made between these quantitative findings and those gleaned from a qualitative study. 
Qualitative findings could bring in underlying themes identifying a variety of variables that 
impact POS in hourly school foodservice employees, such as size of school district, urban or 
rural setting, organizational policies, leader–member exchange, inclusion on school 
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committees, ability to obtain training, contents of union contracts, and district support of 
membership in professional organizations. 
Due to the limited number of readings found in the literature, further research is 
needed involving nonsupervisory, hourly school foodservice employees. Most of the research 
in the area of POS has been conducted with management and professional positions. 
Collecting district-level information in the data collection process would make it possible to 
estimate a hierarchical linear model examining the interactions between district traits and 
individual-level responses.  
This study was exploratory in nature with weak to moderate results. To mirror the 
hourly school foodservice population as a whole, a broader sample population with ethnic, 
sex and regional diversity may give a better look at POS in the hourly school foodservice 
employee segment. As baby boomers retire and younger employees with different value 
systems enter the workforce, continued investigations into factors impacting retention of 
hourly school foodservice employees would provide useful information to school district 
administrators. 
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APPENDIX B. DATA COLLECTION LETTERS 
May 1, 2007 
 
Dear Foodservice Director, 
 
My name is Katie Wilson, and I am a doctoral candidate at Iowa State University majoring in 
Foodservice and Lodging Management. I am also a school foodservice director and an active 
member in the School Nutrition Association. I am pursuing a research project for the purpose 
of examining hourly school foodservice employees’ perceptions of organizational support 
and how technology use may impact those perceptions and intentions to quit. Iowa State 
University’s Office of Research Assurances (515-294-3315) has approved of this research 
project. 
 
Your school district was randomly selected from a list of all public school districts in the 
USDA Midwest region to participate in this project. I am asking for your assistance and the 
assistance of five of your employees for this research. I would like to mail five surveys to 
your district, and ask that you give them to five hourly employees working within your 
district’s school meal program that are at least 18 years of age. These five employees 
should be involved in production, service, and/or cashiering in the school meals 
program and should be a combination of full - and part-time employees. Surveys will 
include individual, stamped and addressed envelopes for confidential and individual survey 
return to the researcher, and will take approximately 15 minutes to complete. While 
responses are vital to the completion of this project, participation is voluntary and may cease 
at anytime. All answers will be kept in the strictest confidence. Surveys will be color- coded 
by state and number- coded for the school district only for the purpose of tracking response 
rate. Only aggregate survey results will be reported. No individual or district results will be 
reported. 
 
Two participating districts that return all five surveys by June 15, 2007 will be 
randomly selected to receive a free four- hour in-service training session, selected from 
a list of topics, at your location during the first semester of the 2007-2008 school year.  
 
If you are willing to participate, please reply to this email with an address for mailing five 
surveys to your district and the number of foodservice employees in your district. I greatly 
appreciate your participation in this project. If you have any questions concerning this study, 
please do not hesitate to contact my major professor, Dr. Catherine Strohbehn or myself. 
Thank you for your participation. I would be very happy to provide results of the entire 
surveyed population to you upon request.   
 
Katie Wilson       Dr. Catherine Strohbehn 
N2053 Green Glen Dr.     Iowa State University 
LaCrosse, WI 54601      11A MacKay Hall 
608-792-7660  Cell Phone     Ames, IA 50011-1120 
608-787-5849  Home      515-294-3527 
ktwilson369@hotmail.com     cstrohbe@iastate.edu
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May 7, 2007 
 
Dear Foodservice Director, 
 
Thank you for agreeing to assist in this research project. Enclosed are five survey booklets 
and five self addressed, stamped return envelopes. Please distribute these surveys to five 
hourly foodservice employees working within your foodservice program. It would be most 
beneficial if the employees would be from different buildings (when possible) and that they 
be a mix of employees involved in production, service, and/or cashiering. The employees can 
be part-time or full-time, but must be at least 18 years of age. 
 
Please remember that participation is completely voluntary and employees may decide to 
discontinue participation at anytime. Any employee who decides not to fill out the survey, 
can give it to a fellow employee to fill out. All participating districts that return all five 
surveys by June 15, 2007 will be eligible for a FREE four-hour in-service training session. 
 
Again, thank you for your assistance. 
 
 
Sincerely, 
 
 
 
Katie Wilson 
Doctoral Candidate, Iowa State University 
608-792-7660 cell 
608-787-5849 home 
ktwilson369@hotmail.com 
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May 21, 2007 
 
 
Dear Foodservice Director, 
 
 Approximately two weeks ago I sent you a packet of surveys, requesting that five of 
your hourly employees participate in an investigation of perceived organizational support.  
To the best of my knowledge I have received only one or no surveys from your district.  I am 
writing again because of the importance that I receive as many surveys as possible.  Please 
remind your staff to complete the surveys and return in the posted envelope that was included 
in the packet. 
 Your cooperation and assistance is greatly appreciated.  If you, or any of your 
employees have any questions about the survey, please feel free to contact me at the address 
below.  Thank you for your attention to this matter. 
Sincerely, 
Katie Wilson       Dr. Catherine Strohbehn 
N2053 Green Glen Dr.     Iowa State University 
LaCrosse, WI 54601      11A MacKay Hall 
608-792-7660  Cell Phone     Ames, IA 50011-1120 
608-787-5849  Home      515-294-3527 
ktwilson369@hotmail.com     cstrohbe@iastate.edu
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July 1, 2007 
 
Dear Foodservice Director, 
 
 I would like to take this time to thank you and your employees for participating in the 
School Foodservice Perceived Organizational Support survey.   I had a very successful 
response and will be completing my statistical analysis in the near future.  Results will be 
comprehensive and not based on individual districts.   
 I would also like to thank those that sent a response of non-participation.  Your 
communication allowed me to select another district and keep my sample population stable.  
Your time and effort was greatly appreciated. 
 Anyone interested in research results can e-mail me at the address below.  Results 
should be available in January 2008. 
Sincerely, 
Katie Wilson       Dr. Catherine Strohbehn 
N2053 Green Glen Dr.     Iowa State University 
LaCrosse, WI 54601      11A MacKay Hall 
608-792-7660  Cell Phone     Ames, IA 50011-1120 
608-787-5849  Home      515-294-3527 
ktwilson369@hotmail.com     cstrohbe@iastate.edu
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APPENDIX C. SURVEY INSTRUMENT 
Perceived Organizational Support Survey  
for Hourly School Foodservice Employees 
 
Dear Fellow Foodservice Employee, 
 
My name is Katie Wilson, and I am a doctoral candidate majoring in Foodservice and 
Lodging Management at Iowa State University. I am also a school foodservice director and 
an active member in the School Nutrition Association. I am pursuing a research project for 
the purpose of examining hourly school foodservice employees’ perceptions of 
organizational support and how technology use may impact those perceptions and intentions 
to quit. Iowa State University’s Office of Research Assurances (515-294-3315) has approved 
this research project. 
 
9 Your school district was randomly selected from public schools in the USDA 
Midwest region. 
9 I need your help. 
9 This short survey will take approximately 15 minutes to complete. 
9 Please return it in the stamped, addressed envelope provided. 
9 There is not right or wrong answer, just your opinions. 
9 All responses will be kept confidential. 
9 Only summary of responses from Midwest will be reported. 
9 Surveys are color coded by state for tracking purposes only. 
9 Participation is voluntary.  Please give it to a fellow staff member if you do not wish 
to participate. 
   
This survey is for hourly employees involved in production, service and/or cashiering in 
school foodservice programs. You must be 18 years of age or older to complete this study. 
While responses are vital to the completion of this project, participation is voluntary 
and you may cease at anytime. Thank you in advance for sharing your thoughts on these 
important aspects of school foodservice. 
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Using the following scale, please rate each of the following statements as each pertains to 
your experiences at your present job in school foodservice.  Please consider your 
“employer” as the overall school district. 
 
1 = Strongly Disagree (SD) 
2 = Disagree (D) 
3 = Neutral (N) 
4 = Agree (A) 
5 = Strongly Agree (SA) 
 
Part 1: Perceived Organizational Support 
The purpose of this category is to understand how you feel valued at work. Do you feel that 
you make a contribution to the organization and does the organization recognize your 
contributions? 
  
  SD 
 1 
D 
2 
N 
3 
A
4 
SA
5 
1A My employer values my contribution to the district.      
2A If my employer could hire someone to replace me at a lower 
hourly wage, they would not do so.   
     
3A My employer appreciates any extra effort from me.       
4A My employer strongly considers my personal goals and 
values. 
     
5A My employer would give attention to any complaint from 
me.  
     
6A My employer considers my best interests when it makes 
decisions that affect me.  
     
7A Help is available from my employer when I have a problem.      
8A My employer really cares about my personal well-being.      
9A When I do the best job possible, my employer notices.       
10A My employer is willing to help me when I need a special 
favor. 
     
11A My employer cares about my general satisfaction at work.      
12A Even if given the opportunity, my employer would not take 
advantage of me. 
     
13A My employer shows concern for my work environment.       
14A My employer cares about my opinions.      
15A My employer takes pride in my accomplishments at work.      
16A My employer values me as an employee.      
17A My employer is willing to extend itself to help me perform 
my job to the best of my ability. 
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Part 2: Use of Technology 
The purpose of this category is to assess your feelings about your use of technology at work. 
This technology could include point of sale systems, computer based thermometers or oven 
controls, computer-based nutrient analysis, production records, or training activities, as 
examples. 
  
  SD 
 1 
D 
2 
N 
3 
A
4 
SA
5 
 PERCEIVED USEFULNESS      
1B Using computer technology enables me to accomplish tasks 
more quickly. 
     
2B Using computer technology improves my performance.      
3B Using computer technology improves my productivity.      
4B Using computer technology enhances my effectiveness.      
5B Using computer technology makes my job easier.      
6B I find computer technology useful in my job.      
 PERCEIVED EASE OF USE      
7B Learning to use computer technology is easy for me.      
8B I find it easy to get computer technology to do what I want 
it to do. 
     
9B My interaction with computer technology is clear and 
understandable. 
     
10B I find computer technology flexible to interact with.      
11B It is easy for me to become skilled with computer 
technology. 
     
12B I find computer technology easy to use.      
 SOCIAL USE       
13B People who are important to me use computer technology.      
14B My friends use computer technology.      
15B Using computer technology will help me get promoted.      
 BEHAVIORAL INTENTION      
16B I intend to use computer technology when it is available.      
17B To the extent possible, I would use computer technology to 
do various tasks. 
     
18B To the extent possible, I would use computer technology 
frequently. 
     
19B  Using computer technology in school foodservice is a good 
idea. 
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Part 3: Intention to Leave 
The purpose of this category is to assess your intentions to leave the foodservice department.  
Please remember that your answers will be kept confidential and only the summary of all 
responses from throughout the Midwest will be shared. 
 
  SD 
 1 
D 
2 
N 
3 
A
4 
SA
5 
1C I am actively looking for a job outside of school foodservice.      
2C I often think about quitting my school foodservice job.      
3C The use of technology on my job is pushing me to quit.      
4C I am seriously thinking of leaving the employment of this 
school district. 
     
5C I plan to still be working in school foodservice for this 
district five years from now. 
     
 
Part 4:  Demographics 
 
1D  Age 
Please mark your age range. 
 
___  18 -20 years old             ___  21-30 years old  ___  31-40 years old 
___  41-50 years old  ___  51-60 years old  ___  over 60 years old 
 
 
2D  LEVEL OF EDUCATION 
Please mark the highest level of formal education you have completed. 
 
____  less than high school diploma 
____  GED or High School Diploma 
____  some education after High School 
____  certificate or degree from Technical School  
____  four year degree from University  
 
 
3D  Years of Service  
Please mark the number of years you have served in your present school foodservice 
program. 
____  0-5 years of service  ____  6-10 years of service 
____  11-15 years of service  ____  16-20 years of service 
____  21-25 years of service  ____  26 or more years of service 
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4D   DISTRICT ENROLLMENT 
Please indicate the student enrollment for the district where you are currently employed. 
 
____  1,000 or fewer students   ____  1,001 - 5000 students 
____  5,001 – 15,000 students  ____  15,001 – 25,000 students 
____  25,001 - 50,000 students  ____  over 50,000 students 
 
How many hourly foodservice employees are in your district? ________________ 
 
5D.  NUMBER OF HOURS WORKED 
Please indicate the range of number of hours you work daily in the foodservice department 
and whether you are considered a part-time or full time foodservice employee. 
_____less than 4 hours _____4 hours – 7 hours _____more than 7 hours 
_____ I am considered part – time  _____ I am considered full - time 
 
6D.  Personal Use of Technology 
Please indicate the extent to which technology is used in your daily life, outside of work. 
Check all that apply. 
 
____ I own a computer ____ I do not own a computer 
 
Technology Used Daily Used a Few 
Times a Month 
Used a Few 
Times a Year 
Never Used 
Cell Phone     
Blackberry     
Global Positioning 
System (GPS) 
    
Internet Shopping     
Internet Banking     
Internet Tax 
Submission 
    
Automatic Teller 
Machine (ATM) 
    
Internet Travel 
Arrangements 
    
 Surfing Internet 
for Information 
    
Instant Messaging     
E-mail      
 
 
Thank you for participating in this survey.  Your time and effort are greatly appreciated. 
Please fold the survey and send it in the pre - addressed, stamped envelope that was included 
with the survey. 
 
 
